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[0 O O The controls in place at Legal Sea Foods have helped the Boston-based restaurantgroup write a business
success story. Another control-based success was Dell in itsearly years, when it gained market share as it perfected
an individualized but rapidsystem for getting desktop and laptop PCs into the hands of consumers and
businessusers. But more recendy, Dell has stumbled]

Consumers have been more interestedin low prices from discounters than in DeU's customization. Efforts to save
money byoutsourcing customer service led to widespread complaints about poor quality. Thenthe federal
government announced that it was investigating financial irregularities inits reporting systems. When Dell said it
would restate its earnings, the NASDAQstock market nearly removed the company from its listing. How can a
company thatonce was so successful run into so many problems, and how can a restaurant successstory like Legal
Sea Foods occur in an industry loaded with competitors and subject tonumerous variables[]

These examples are two sides of one coin: control a means ormechanism for regulating the behavior of
organization members. Left on their own,people may act in ways that they perceive to be beneficial to them
individually butthat may work to the detriment of the organization as a whole. Even well-intentionedpeople may
not know whether they are directing their efforts toward the activitiesthat are most important. Thus, control is one
of the fundamental forces that keep theorganization together and heading in the right direction.
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